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ORGANIZATION

The object of the study was the system for assessing the quality of the information service personnel of the 
insurance company. When determining the approaches to improving the relevant components of the quality system, 
the organization took into account that the personnel assessment process is the most painstaking, complex and 
lengthy aspect of the firm’s activities. Mistakes in such a matter can not only cost one person’s dissatisfaction, but 
affect a certain number of problems regarding the stable functioning of an entire institution. The complexity of 
this issue lies in the absence, in general, of universal quantitative assessment criteria and the strong influence of 
the «human factor», which necessitates the use of expert qualimetric approaches with an increase in the objectivity 
of the assessment. In this regard, the work was aimed at developing an objective system for assessing personnel on 
the example of the information service of one of the insurance companies in Ukraine using qualimetric methods.

Tools for the integrated qualimetric assessment of the quality of the information center employees’ activities, 
which consist in determining of the appropriate list and significance of the personnel performance quality indi-
cators, were proposed with an analysis of the possibility of their identification and measurement. Additionally,  
it is recommended to take into account independent control using «mystery shopper», as well as the self-esteem  
of workers. The obtained results were used in the development of the Methodology (Procedure) of the quality system 
for the assessment of activities and personnel certification. The use of the outlined approaches makes it possible 
to increase the level of satisfaction of customers and consumers of insurance services, to increase the economic 
efficiency of the organization’s activities, to differentiate personnel by the quality of work with appropriate per-
sonal encouragement for training, self-realization and work productivity.

The deliverables may be useful to organizations in the relevant domain and may be applicable in other simi-
lar  settings.
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1.  Introduction

One of the mandatory provisions of the ISO  9001 
standard for a quality management system building in 
the organization is the requirement to define, ensure and 
continuously improve of staff competence  [1]. The neces
sary objective and transparent assessment of the employees 
quality determines their motivation to increase the per-
sonal and social work efficiency, which leads to improved 
overall quality.

Motivation of staff goes hand in hand with its training, 
which should increase not only professional competencies, but 
also corporate awareness [2] and sentience of the requirements 
for the quality system in general, and for the worker – in 
particular. The result of such measures is usually certification,  
which is carried out by various known methods  [3].

Personnel evaluation and certification is carried out: 
when hiring, periodically (for example, annually) or on 
an extraordinary basis (in particular, if it is necessary to 
determine the employee’s suitability or unsatisfactory of 
the unit work, for determine the reasons of complaints or 
customer accusations of service quality concerning, etc.). 
Such actions usually result in confirmation of compliance 
or change («up» or «down») of the position and/or job 
responsibilities, determine the need for training or retraining, 
the formation of additional requirements and so on  [3].

The main aspect of this is the existence of a staff 
appraisal system, which should be fair, transparent and 
understandable to all stakeholders and reflect the specifics 
of the organization.

The peculiarity of this problem solving is the initial 
lack of quantitative criteria and the need to use expert  
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qualimetric approaches for the evaluation of non-physical 
objects  [4, 5].

An appropriate approach of experts involving includes 
the determining of such components: 

–	 list of individual quality indicators;
–	 the expressions or scales on which the assessment 
is to be made;
–	 the significance of each of the defined unit quality 
indicators, which is reflected by the weighting factor, 
the sum of which is usually equal to 1.0;
–	 a complex (or integral) indicator of the overall qua
lity of the object.
As experts (group of experts) the management of each 

separate organization taking into account its features can 
use specialists of the quality department (if it is in the or-
ganization) and/or authoritative knowledgeable employees,  
and/or external experts.

The expert method is based on average assessments 
of individual opinions of experts on the list and level of 
staff quality indicators.

Additional difficulties arise in situations where the pro-
fessional sphere of the worker activity includes external 
unwell controlled features, in particular, the human factor. 
Thus, an attribute of the Consumer Information Center of 
any field is the need to verbally reflect the internal pro-
cesses for the organization in its relations with the external 
environment. Therefore, it is desirable that meaningful data 
on the company’s activities interested potential consumers, 
attract them to cooperation and determine profits.

Therefore, the object of research is the system of the 
personnel quality assessment of the insurance company infor-
mation service. And the aim of research is to develop an ob-
jective system of personnel evaluation on the example of the 
information service of one of the branches of the Ukrainian 
insurance organization using the qualimetric approaches.

2.  Methods of research 

Such developments in the field of insurance should 
take into account the natural inertia of people’s thinking, 
which is rarely aimed at risks assessing and harms of the 
consequences of the latter, for example, by the transfer 
of responsibility to the insurance company.

In such a situation, the staff of the Information Center 
of the insurance organization must clearly and reasonably 
explain to the client (not always aware and often – psy-
chologically unstable) the feasibility and benefits of such 
cooperation. So the information service staff should be not 
only knowledgeable in the professional field of insurance, 
but also convincing, communicative, sober, correct, have 
the skills of a psychologist, etc., and experts – to have 
the appropriate assessment tools.

Such features determine not only the vector of staff 
training, but also the list of criteria by which the quality 
of a particular employee is assessed. It should also take 
into account the self-esteem of the worker, which should 
demonstrate its willingness to self-improvement  [6, 7].

Some of the applicable evaluation criteria may be largely 
subjective. To increase the reliability of the assessment, it 
is advisable to use the technique of «mystery shopper» [8].

«Mystery shopper» in this case is a specially trained 
person who, on behalf of management, addresses certain 
employees of the company’s information service. At the same 
time the need to obtain certain data is staged. This provides 

a basis for analysis of the information adequacy, waiting 
time and correctness of communication, and other aspects 
important for customer satisfaction and assessment of staff 
quality. The main feature of checking an employee with a 
«mystery shopper» is the unexpectedness and secrecy, which 
allows to keep staff constantly ready to improve. There may 
be several «mystery shoppers» to reduce the subjectivity of 
such controls. Then their data must be averaged.

The subject area of development, as an example (as part 
of a business game), was the information service of one of the 
branches of the Ukrainian insurance organization. The firm 
has professional interests in Western Europe and America 
and offers consumers more than 100 insurance products.  
Among them: comprehensive and specialized insurance pro-
grams of voluntary and compulsory insurance; favorable 
discounts; availability of reliable reinsurance protection; 
free communication lines for customer service, etc.  [9].

3.  Research results and discussion

The group of experts, by the administration definition 
of the insurance company, consisted of specialists in the 
field of quality, standardization and metrology, as well as 
leading specialists of the organization, who evaluated the 
performance of their activities. Based on the fact that 
the sum of the weighting factors should be equal to 1, 
their levels experts have established by pairwise evalua-
tion within the appropriate limits.

The analysis revealed the potential shortcomings that may 
hinder the improvement of the organization’s performance 
and related to the shortcomings of the system of evaluation 
and motivation of staff. Thus, the current system quality 
assessment of the latter usually uses only one quantitative 
indicator – the volume of additional insurance services sold 
over a period of time without reference to previous activi-
ties and comparison with the achievements of colleagues. 
At the next employee certification the main attention is 
paid to shortcomings and existence of complaints personally 
to it. As a result, the achievements and positive feedback 
of consumers are not taken into account, in particular, 
through their questionnaires, as well as the adequacy of 
correspondents. The quality assessment of activity is done 
in fragments, quantitative assessments of non-quantitative 
indicators of activity are not used («awareness», «polite-
ness», «completeness of information», etc.). The results of the 
employee’s self-analysis are not taken into account. In view 
of the above, it is urgent to develop an objective system 
of personnel evaluation based on qualimetry approaches.

The analysis of the functional responsibilities of the 
insurance company informant revealed its typical actions 
to perform official functions:

–	 receiving a call to the consumer information center;
–	 finding out the existence, subject and term of the 
insurance contract;
–	 fixation of the presence/absence of the insured event;
–	 finding out whether the case falls within the scope/
place of validity of the insurance contract;
–	 advising the correspondent on its further actions (for 
example, on applying to medical institutions with which 
the insurance company has a contract for services), or 
on the need to invite experts to determine the level 
of damage, identify those responsible, etc.;
–	 offering insurance packages for better protection of 
property/consumer health.
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The presented list allowed to determine for the employee 
of the Center of consumers informing the indicators of 
quality of work estimation, and also possibilities of their 
identification and measurement (Table  1).

It was also determined that the degree of performance 
indicators according to the presented list can be reflected 
on a 12-point scale of expert evaluation (Table  2). At the 
same time, a conclusion was made about the list of ap-
proaches to improve control and evaluation, in particular, 
using the technique of «mystery shopper», which is ad-
ditionally appropriate to use for pos.  1,  2…4,  6, Table  2.

According to the above approaches, the authors propose 
tools for the formation and application of quantitative in-
tegrated qualimetric evaluation (columns 3 and 4, Table 2). 
They contain recommendations for level calculation of 
N estimates for each i-th activity (where 1≤ ≤i N ) and 
the corresponding recommended values of the weighting 
factors Ki, obtained by experts:

I Q K
i

N

i i= ⋅
=
∑

1

.

As an example of the corresponding assessment it is  
possible to consider a conditional situation when the worker 
of the information center received the following estima-
tions on kinds of activity, Table  2:

Q1 = 8.8; Q2 = 8.0; Q3 = 9.6; Q4 = 9.9; Q5 = 8.4;  
Q6 = 10.7; Q7 = 7.0; Q8 = 6.0; Q9 = 9.0.

Then the integrated evaluation of the employee:

I = (8.8·0.15)+(8.0·0.16)+(9.6·0.11)+(9.9·0.12)+ 
+(8.4·0.16)++(10.7·0.15)+(7.0·0.05)+ 
+(6.0·0.05)+(9.0·0.05) = 8.9,

which, in general, can be defined as «good».
But for this employee it is advisable to improve its 

skills with an emphasis on item 2 of Table  2, therefore 
it is necessary to undergo additional training on «the 
correct choice of protocols for the provision of advice on 
different insurance packages according to the situation». 

Such a measure can significantly affect the implementation 
of actions under item 5 of Table  2 and the integrated 
evaluation I.

It should be borne in mind that the use of expert me
thods in general contains some uncertainty, which reflects 
the vector of consideration and subjectivity of experts, in 
particular, «mystery clients». In addition, the research ma-
terials depend on the state of the quality system develop-
ment only for the period of its consideration. Changes in 
economic, political and/or social environment can signifi-
cantly affect the list and significance of quality indicators. 
This requires constant monitoring of the quality activities 
and comparison of the obtained results with the previous 
relevant data when using the developed evaluation system.

The proposed approach is not mandatory, and the list 
of quality indicators in Tables 1 and 2 are not exhaustive.

According to the given example, each organization, tak-
ing into account the specifics of its activities, can create 
an individual system of personnel evaluation, in particular, 
consumer information services about its services. To do this, 
it is necessary to describe the essential functions of workers, 
to determine the quantitative criteria for evaluating their 
effectiveness and the corresponding weighting factors (as 
in Tables  1,  2). Taking into account the developed and 
implemented organizational necessary measures (such as 
«mystery shopper»), these data may be used by the quality 
service of the organization in the personnel certification.

Presented in Table  2 data were used by authors in 
the development of the Methodology (Procedure) of the 
quality system for performance appraisal and personnel 
certification, as well as the form of the relevant evalua
tion sheet. It is recommended to add the latter to the 
results of attestation and save it until the next attestation 
of the worker for monitor of its dynamics development.

It should be understood that aspects of staff assessment 
and certification are largely related to social responsibility.  
Therefore, along with the presented developments, it is 
recommended to supplement the documentation of the 
existing quality system with components that meet the 
standard ISO 26000:2019 [10] on the management of social 
responsibility. As the first step in this direction the Policy 
of social responsibility of the organization is developed.

Table 1
Evaluation techniques for the work quality assessing of the consumer information center informant

No. Quality indicator
Applied methods of qualimetric 

evaluation
Evaluation indicator

Objectivity of the 
evaluation method

1 Correctness of consumer identification Imitation of a consumer call Number of incorrect identifications and errors Objective

2
Correct identification of the consumer’s 
situation with the conditions of the insu
rance package

Imitation of similar situations Number of correct identifications Objective

3
Choosing a protocol and providing advice 
on various insurance packages

Testing on the essence of protocols The number of correct answers to the tests Objective

Exam with simulation of situations Number of correctly selected protocols Objective

4 Cogency of communication
Data on reports on the sale of insu
rance packages

Volume of sold services Objective

5 Politeness, correct attitude to the consumer

Consumer complaints Number of complaints for a certain period Not always objective

Analysis and evaluation by experts 
of recorded communications

Number of cases of incorrect behavior Objective

6 Honesty attitude to work According to the head The presence and number of violations Subjective

7 Certification training According to the report Content, scope of training and test results Objective

8 Adequacy of self-esteem Self-assessment report Self-assessment on an agreed scale Subjective
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The expert assessment determined that the implemen-
tation of existing proposals will have a positive impact 
on the overall quality of activities, customer satisfaction, 
corporate profits by increasing insurance contracts, as well 
as the functioning of staff.

To quantify the effectiveness of the presented approach, 
it is necessary to have long-term (at least annual) statis-
tics of various performance indicators: economic, social, 
image, etc., much of which is confidential information of 
the organization.

The results of the work can be useful for the whole 
organization and can be applied in other similar conditions.

4.  Conclusions

During the study of the existing typical state of person-
nel quality assessment on the example of the information 

service of one of the Ukrainian insurance organizations, 
shortcomings were identified and an objective evaluation 
system using qualimetric approaches was proposed. The 
use of tools of integrated qualimetric assessment of the 
quality of the information center staff is proposed, which 
consists in the expert determination of the relevant list 
of identified and measured indicators of the work quality.  
In addition, it is recommended to introduce and take into 
account independent control of activities using «mystery 
shoppers», as well as self-assessment of workers. The ob-
tained results were used in the development of the Me
thodology (Procedure) of the quality system for activity 
evaluation and certification of personnel by the firm quality 
department. The use of the above approaches allows to 
increase the level of satisfaction of consumers of insurance 
services, the economic efficiency of the organization, to 
differentiate staff by its quality of work with appropriate  

Table 2
Identification of assessments and their significance by type of activity

i Performance indicator Definition of assessment Weighting factor Ki

1 Rating Q1 consumer identification

Q
B

X
TCav1

1

1
1

1

2
12=







⋅ + ,

where B1 – the number of correct answers to test questions when modeling consumer 
identification; X1 – number of tasks in consumer identification tests; TCav1 – average 
rating issued by «mystery shoppers»

0.15

2
Rating Q2 on the correct choice of the 
protocol for providing consultations

Q Q TCav2 21 2

1

2
= +( ) ,

where Q21 – assessment of appropriate testing; TCav2 – average rating of «mystery 
shoppers»

0.16

3
Rating Q3 on knowledge of protocols for 
providing advice on various insurance 
packages

Q
B

X3

1

1

12= ⋅ ,

where B1 – the number of correct answers to the tasks of tests on knowledge of 
protocols; X1 – the number of tasks of such tests

0.11

4
Rating Q4 determining the compliance of 
the consumer’s situation with the condi-
tions of insurance packages

Q
B

X
TCav4

4

4
4

1

2
12= ⋅ ⋅ +







,

where B4 – the number of correct answers to test tasks; X4 – the number of tasks 
in these tests; TCav4 – average rating issued by «mystery shoppers»

0.12

5
Rating Q5 on the volume of secured sales 
of services

Q
OP

OP
bese

best
5 = ,

where ОPbese – the volume of services provided by the employee; ОPbest – the volume 
of services provided by the best branch employee

0.16

6
Rating Q6 on correctness of communica-
tion with the consumer

Q
TC Q Qav

6

5 51 52

3 3 3
= + + ,

where TCav5 – average rating issued by «mystery shoppers»; Q51 – assessment by the 
number of complaints («… = 12» – there are no complaints or they are all unconfirmed; 
«… = 6» – 1…3 complaints were registered, that are confirmed by records, but are 
disputable; «… = 1…3» – there are more than 3 complaints, and all of them are 
confirmed by records); Q52 – assessment of the quality of communication based on 
the results of recording a sample of conversations («… = 12» – fixed correct attitude;  
«… = 8» – one incorrect attitude was recorded; «… = 1…3» – there is more than 
one incorrect attitude concerning the consumer)

0.15

7 Rating Q7 attitude to work
  ;Q7 = …  «… = 12» – no violations of discipline; «… = 7» – documented minor 
violations of discipline; «… = 0…3» – documented significant violations of discipline

0.05

8 Rating Q8 on self-improvement
Q

KC

KC ret
8 12= ⋅ ,

where KC – number of hours of professional development seminars; KCret – norma
lized number of hours of professional training (retraining)

0.05

9 Rating Q9 on self-assessment
Q

S

S
int

head
9 = ,

where Sint – employee self-esteem; Shead – its evaluation by the head

0.05



INFORMATION AND CONTROL SYSTEMS:
SYSTEMS AND CONTROL PROCESSES

29TECHNOLOGY AUDIT AND PRODUCTION RESERVES — № 6/2(62), 2021

ISSN 2664-9969

personal motivations. The results of the work can be use-
ful for the organization of the researched subject area of 
activity and applied in other similar conditions.
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